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In recent years, the level of State Grid Fujian Electric Company has been 
increasingly high. Accordingly, the improvement of corresponding service level is 
urgently needed. The Closed-loop Customer Satisfaction Assessment (CCSA) is an 
important task put forward by Fujian parent company in National Electric Power 
Conference. As a leading project, the assessment aims to promote a complete reform 
on the internal management of the enterprises under the guidance of customers, which 
begins with the CCSA applied to internal and external customers. 
This article mainly introduces the CCSA which is able to find “the unsatisfied, the 
unqualified, the unreasonable” in the result of internal and external investigation of 
each theme, and analyzes the attribution and makes suggestions for improvement by 
analyzing the internal connection diagram, designing flow chart, analyzing interaction 
point, designing contents of assessment, and formulating the assessment scheme. The 
CCSA is the feedback control of office automation, which first inputs the customer 
satisfaction and finds the change in the degree of satisfaction of the next year through 
analysis and implementation, and then makes relevant improvement. Through the 
practice in a cycle of three years, it concludes with the reports and summary of the 
practical results of this cycle. 
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学者 Peterson 和 Wilson 指出“顾客满意度研究的最大的特点就在于它缺少定义” 
[2]。 
1969 年 Howard 与 Sheth 在其出版的著作中将顾客满意定义为“顾客对其所
付出的代价是否获得足够补偿的一种认知状态” [3]。 
 1977 年 Hunt 在文章中提出顾客满意是“消费者在一种经由经验与评估而产
生的过程” [4]。 
    Oliver 与 Linda1981 年在《高级消费者研究》杂志上发表的文章指出顾客满
意是“一种心理状态，顾客根据消费经验所形成的期望与消费经历一致时而产生
的一种情感状态” [5]。 
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第二章  客户满意度理论研究 
2.1  方法论内容说明 






























升，于每年 11 月底前发布客户需求分析年报。 




































































Degree papers are in the “Xiamen University Electronic Theses and Dissertations Database”. Full
texts are available in the following ways: 
1. If your library is a CALIS member libraries, please log on http://etd.calis.edu.cn/ and submit
requests online, or consult the interlibrary loan department in your library. 
2. For users of non-CALIS member libraries, please mail to etd@xmu.edu.cn for delivery details.
厦
门
大
学
博
硕
士
论
文
摘
要
库
